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le INTRODUCTION 

In this order, the Department of Telecommunications and Eis:rgy’s Cable Television 
Division (“Cable Division”) adopts the Form 500 as the prescribed sees tor cable operators to 
comply with the complaint reporting requirement of G.L. c. 166A, § 10. Spesifically, 
Section 10 requires cable operators to nate “[cJomplaints of subscribers received during the 
reporting period and the manner in which they have been met, including the time required to 
make any necessary repairs or adjustments” to the Cable Division and Issuing Authorities. 
G.L. c. 166A, § 10. With the adoption of this revised Form 500, the Cable Division 
eliminates the CATV Forms 500A (Licensee Complaint Form), SUGB (Quarterly Complaint 
Form), and 500C (Significant Service Interruption Form), previously required by the Cable 
Division. The Form 500 shall be filed with the Cable Division on an annual basis as required 
by Section 10, most recently amended by St. 1997, c. 164, § 274. 
iT. HISTORY OF THE PROCEEDING 

On December 29, 1996, the Cable Division released its Report and Order in In the 
Matter of Amendment of 207 CMR §§ 2.00 through 10.00, Docket No. R-25 (“Report’), 
removing the Cable Division’s statutory reporting forms, including the operator complaint 


forms, from its regulations. In its Report, the Cable Division stated that it would review the 
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reporting forms as appropriate, seeking input from both cable operators and issuing authorities, 
and update the forms as needed. Report, § 142. 

In 1997, the Massachusetts Legislature amended G.L. c. 166A, § 10, to make the filing 
of cable operators’ complaint forms an annual rather than a quarterly requirement. St. 1997, 
c. 164, § 274. On September 1, 1998, the Cable Division issued an Order Soliciting 
Comments which contained proposed revisions to the complaint forms. In response to the 
Order, the Cable Division received comments from John M. Urban, Vice President for 
Government Relations, Cablevision Systems Corporation (“Cablevision”); James C. Sweeny, 
Regional Manager, Adelphia Cable Communications (“Adelphia”); Alan D. Mandl, Esq., 
Ottenberg, Dunkless, Mandl & Mandl for Greater Media Cable (“Greater Media”); Mary E. 
McLaughlin, Counsel and Director of Government Affairs, MediaOne; David G. Kanter, 
Cable Television Communications and Advisory Committee of Lexington (“Town of 
Lexington”); Timothy McCoy, Town of Hudson Cable Television Committee, (“Town of 
Hudson”); and Richard T. Kwiathowski, Tammra A. Russell, and Robert P. Beaudette, Town 
of Charlton Board of Selectmen (“Town of Charlton”). 

On January 20, 1999, the Cable Division held a technical conference at our offices in 
Boston to discuss any practical problems in implementing the Form 500 software. The Cable 
Division received comments from both municipal and cable company representatives regarding 
the implementation of the Form 500 during the course of the technical conference. 

Il. THE FORM 500 
In response to comments from interested persons, and upon further review, the Cable 


Division amends the proposed Form 500. 
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A. Complaint Definition 


In response to the our Order Soliciting Comments, several commenters sought 
clarification from the Cable Division with respect to our understanding of what constitutes a 
“complaint” for the purposes of tracking information on the proposed complaint form. All of 
the municipal commenters urged the Cable Division to adopt a definition of “complaint.” 
Some of the concerns expressed by the commenters were as follows: (1) Are written and verbal 
complaints to be treated the same? (2) Are complaints resolved during a conversation with a 
customer service representative to be considered complaints to be reported? (3) Are calls to 
automated systems to be considered complaints? 

Further, Cable operators expressed concern that the Cable Division’s proposed Form 
500 might create difficulties differentiating “complaints” from routine “service calls” and 
“inquiries” and that, as a result, the operators would be required to track these calls as 
complaints.’ As an example of the fine line between subscriber “complaints” and “ inquiries,” 
operators offered the example of a subscriber call concerning a malfunctioning remote control, 
pointing out that problems with technical equipment can occur through no fault of the operato:z 
and that routine calls to the cable operator for repairs, troubleshooting, or replacement of the 
cable equipment should not be tracked as “complaints.” Adelphia suggested that the Cable 
Division review its definition of “complaint” with an eye toward the “useful purpose” of 
requiring operators to report such information. Adelphia also questioned the “useful purpose” 


of reporting service calls concerning equipment failures such as a malfunctioning remote 


control. 


; MediaOne reported that the company’s call center handles more than 350,000 calls per month. 
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The Town of Lexington offered a definition of complaint that emphasized a subscriber’s 
expression of dissatisfaction with an action, procedure or service of their cable television 
provider. Both the Towns of Lexington and Hudson expressed reluctance to leave “complaint” 
undefined. The Town of Hudson suggested that the lack of a definition of complaint would be 
fatal to the complaint reporting process. 

The Form 500 is designed to collect complaint data that is useful to operators, 
municipalities, and the Cable Division in measuring cable operators’ performance. 

Specifically, the Form 500 requires operators to report how they respond to customers’ 
concerns about the operation of their cable systems, including the time it takes to resolve a 
complaint. Section 10 also requires operators to report complaints about the operation of their 
CATV system, which suggests that the complaints must arise from conditions that are within 
the operator’s control. Accordingly, any definition of complaint with respect to the Form 500 
should require operators to report complaints upon which they were able to take corrective 
measures, and not complaints arising from conditions outside of an operator’s control. 

Limiting the scope of the complaint definition will limit the administrative burdens on 
operators that will need to track and report contacts with subscribers, and on municipalities and 
the Cable Division that will need to review the complaint data. 

Based on the above concerns, the Cable Division adopts the following definition of 
complaint for the purposes of the reporting requirements in the Form 500: 

Any written or verbal contact with a cable operator in connection 
with a subscription in which a person expresses dissatisfaction 
with an act, omission, product or service that is (1) within the 


operator’s control, and (2) requires a corrective measure on the 
part of the operator. 
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This definition is based in large measure on NECTA’s written comments to one of the 
Cable Division’s earlier rulemaking proceedings involving the Cable Division’s operator 
complaint forms. In re Complaints, Service Visits and Customer Service Standards, Docket 
No. R-20. The definition also incorporates comments received from municipalities during the 
course of the current proceeding. The Cable Division concludes that if used in conjunction 
with complaint categories and examples, this definition will lead to more accurate reporting of 
actual subscriber complaints. The definition will also provide a distinction between complaints 
and routine service calls. 

Under this complaint definition, operators will be responsible for reporting complaints 
when the conditions prompting a complaint should be changed to restore or correct an action 
which has created the dissatisfaction. “Corrective measures” shall mean actions on the part of 
the cable operator to resolve a subscriber’s complaint in a manner that puts the subscriber in 
the same position as other Snes whether it is applying a credit to an improperly billed 
account, changing a policy to comply with a governmental regulation, or making good on a 
marketing offer. For example, if a subscriber calls about a malfunctioning remote and the 
malfunction is caused by faulty equipment supplied by the operator, and the operator must take 
corrective measures to replace or repair the remote, this call should be reported as a complaint. 
However, if the cause of the malfunction is due to misuse or mistreatment of the equipment by 
the subscriber, the operator is not required to report this communication as a complaint, even 
if the operator took corrective measures such as repair or replacement of the remote on its own 
accord. In addition, operators are not required to report instances where “courtesy credits” 
are granted to a subscriber solely for the purpose of fostering good will and where the credit is 


not a corrective measure specific to the complaint. 
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Bi Average Resolution Time 


The Cable Division received comments stating that the requirement to track average 
resolution time is unnecessary and not warranted given the time that would be required to track 
and record such data. However, the Cable Division is directed by G.L. c. 166A, § 10 to track 
the “time required” for repairs and adjustments made in response to subscriber complaints. 
Upon re-examination, however, the Cable Division has consolidated the time frames to reduce 
the number of reporting categories and reduce the administrative burden of tracking the 
resolution process to the exact hour. The new reporting time frames are categorized as 
follows: (1) Less than 1 day; (2) 1-3 days; (3) 4-7 days; (4) 8-14 days; (5) 15-30 days; 

(6) >30 days. 

©: Complaint Categories 

The complaint categories on the Form 500 reflect areas within the operators’ control 
where corrective measures should be taken in response to subscriber complaints. These 
categories will facilitate a consistent reporting system that is both practical and useful. The 
categories should be used to collect data about subscriber complaints that are a result of 
conditions that are within the control of the operator. 

Upon further review, and based on the comments, the Cable Division has modified our 
list of categories. We eliminated the “Program Content” and “Deletion of Program(s)” 
categories previously required in the Forms 500 A and B, as content-based complaints are 
largely subjective, beyond the regulatory scope of the Cable Division, and involve a number of 
conditions that may or may not be within the control of the operator. The remaining categories 
from the Forms 500 A and B are represented in the revised categories on the Form 500. For 


example, the “Failure to service original complaint satisfactorily” category will be captured by 
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the “Resolved, customer not satisfied” manner of resolution. “Complaints with respect to 
services other than television” can be recorded in several new categories including, 
“Advertising/ Marketing,” “Customer Service,” or “Other.” 

The new categories on the Form 500 will record complaints commonly received by the 
Department of Telecommunications and Energy. The Cable Division recognizes that not every 
cable operator’s complaint tracking mechanisms will track subscriber complaints using the 
exact terms required in the Form 500. We have found, however, that most cable operators are 
tracking complaints in categories that are substantially similar to the Cable Division’s 
categories. We therefore direct operators to use their best efforts to report complaints 
according to the categories provided on the Form 500. To the extent that operators’ tracking 
mechanisms might collect more data than required by the Form 500, operators are encouraged 
to provide supplemental written information explaining any differences. If there are any cable 
operators that are not currently tracking complaints in any of the required categories, they are 
hereby directed to do so upon the release of this Order. 

The complaint categories with illustrative examples are as follows: 


Billing - A complaint concerning billing errors. 
Example: A subscriber complains that she was charged for services she did not receive. 


Customer Service - A complaint concerning a cable provider’s customer service. 

Example: A subscriber complains that a customer service representative was rude, not helpful, 
or gave him incorrect information. 

Example: A subscriber complains that the customer service representative would not allow 
him to speak to a manager. 


Unable to Contact - A complaint concerning an unsuccessful attempt to contact the cable 
provider by telephone, mail, or other means. 

Example: A subscriber calls her provider to discuss a billing issue and is unable to get through 
to a customer service representative because the telephone lines are busy. 

Example: A subscriber sends a letter to her cable provider and does not receive a response. 
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Failure to Respond to Original Complaint - A complaint regarding lack of action or 
responsiveness on the part of the cable operator. 

Example: A customer service representative informs a subscriber that he will call the 
subscriber back with a resolution to a billing complaint within two business days. A week 
later, the subscriber calls the company again to complain that the representative never called 
back. 


Reception - A complaint about the quality of the cable reception (picture or sound.) 
Example: A subscriber complains about static, “snow”, uneven volume, or interference. 


Advertising/Marketing - Any complaint concerning advertising, marketing, or promotions. 
Example: A subscriber complains because he was offered a free trial of a new product and 
was told that he could remove it at no cost any time before the end of the 60 days; however, 

_ the subscriber was charged a transaction fee when he removed the product during this period. 
Example: A subscriber complains that his cable provider sold him a new service, but 
misrepresented the monthly costs to him. 


Installation - A complaint regarding the installation or activation of equipment to provide 
cable service. | 

Example: A subscriber complains about the quality of an installation. 

Example: A non-subscriber complains that she has been denied an installation. 


Equipmeni - A complaint concerning equipment (i.e.: converter box, remote, wiring.) 
Example: A subscriber complains about a defective converter box or remote. 

Example: A subscriber complains about cable lines carelessly draped across the facade of her 
building. 


Appointment/Service Call - A complaint concerning appointments and service calls, but 
excluding installation appointments. 

Example: A subscriber complains that her cable provider failed to honor a service 
appointment. 

Example: A subscriber complains that her cable provider’s service person was rude, 
unhelpful, incompetent, etc. 


Defective Notice - A complaint concerning lack of notification or insufficient notice of a 
channel addition or deletion, a rate change, or a disconnection. 

Example: Subscriber complains that he was disconnected for non-payment without receiving 
prior written notice. 


Service Interruption - A complaint concerning an interruption in cable service. 

Example: A subscriber complains that his cable has been intermittently going on and off. 
Example: A subscriber complains that his cable provider failed to credit him for a service 
outage. 
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Other - A complaint that cannot fit into an existing category. (Operator must fill in the form 
field to report this complaint type.) 


D. Service Interruptions 

Adelphia and municipal commenters suggested that the service interruptions category 
should be reported with more specificity on a separate section in the Form 500. Cablevision 
emphasized that the current Form 500 C, which requires operators to report service 
interruptions, “provides verifiable data concerning the performance of a key service operating 
indicator.” In response to these comments, we have created a separate reporting section on the 
orn 500 se that operators may report more information about service interruptions, including 
the date, duration and number of subscribers affected for each outage. 

E. © Manner of Resolution | 

The Cable Division has eliminated the manner of resolution category entitled “Opinion, 
not complaint” from the Form 500. The new definition of complaint does not require 
operators to report contacts with subscribers that do not require corrective measures to be 
taken. Therefore, operators shall not be required to report as complaints contacts where 
subscribers express their opinion on a service, policy or business decision of the operator. The 
manner of resolution codes have been simplified as follows: (1) Resolved to the satisfaction of 
both parties; (2) Resolved, customer dissatisfied; (3) Not Resolved. 
IV. REPORTING REQUIREMENTS FOR 1999 

Along with this Order, the Cable Division provides operators a CD-ROM version of 
the Form 500. Operators may install this software on the computers of all necessary 
personnel. As “Attachment A” to this Order, the Cable Division provides the instructions for 


completing the Form 500 electronically. The instructions for completing the form and 
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instructions for filing the form electronically are also provided on the CD-ROM. As 
“Attachment B” to this Order, the Cable Division provides a paper version of the Form 500 
and the instructions for filing the paper version with the Division. Please note that cable 
operators that wish to file the paper version must contact the Cable Division prior to the filing 
deadline to make the necessary arrangements. 

Ali categories will be required for next year’s filing. Operators should begin to use the 
Form 500 to record complaint data for calendar year 1999. Operators are directed to adjust 
their subscriber tracking mechanisms to collect the data required. The deadline to submit 1999 


complaint data to the Cable Division will be January 31, 2000. 


By Order of the 
Department of Telecommunications and Energy 
Cable Television Division 


Alicia C. Matthews 
Director 
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ATTACHMENT A 


Instructions to Cable Operators Completing the Form 500 
Annual Consumer Complaint Form, Electronic Copy 


Cable operators should prepare their annual complaint Form 500 form on the electronic format 
provided by the Cable Division. Operators unable to file electronically should contact the Cable 
Division prior to the due date to arrange to make a paper filing. The Form 500 is due on January 
31st of each year. This filing should contain data compiled during the previous calendar year. 


il. INSTALLATION: 


Requirements: This application requires a Windows 95, Windows 98 or Windows NT operating 
system. 


Installation Instructions: To install the application, select "Run" from the Start Menu. Browse to the 
CD-ROM directory and select "setup.exe" from the CD-ROM. 


The default directory for installation is C:\Program Files\Form 500. If the application is installed in 
any other directory it will not rum correctly. 


During installation the user will be prompted to select a typical, custom or minimal installation. The 
custom option should not be selected, either of the other options is acceptable. 


*** IMPORTANT FORM 500 INSTALLATION INFORMATION: 


There is a slight chance that some users may get a message that the installation of the application did 
not complete correctly, when in fact it did. Here’s a short workaround that will put the application on 
your Windows desktop so you can cun it: 


e Right mouse click on your Windows desktop 

e Select “New” then “Shortcut” 

e Type in the following command into the “command line”: 
"C:\Program Files\Form 500\F500app.mdb" 

@ Click “Next” 


Type in “Form 500” for the prompt for “Select a name for the shortcut” 
Click “Finish” — 


The shortcut that you have created will start and run the database. 


The Internet website for software instructions/fixes/upgrades is 
http://www.state.ma.us/dpu/catv/form500.htm 


Technical questions on the installation should be directed via email to james.ahola@state.ma.us 


|. INSTRUCTIONS FOR ELECTRONIC FILING: 
STEP 1 - ENTER OPERATOR DATA 


Click the Step 1 button on the main menu and enter the following data: 
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ATTACHMENT A 


1. Operator Name. 
Cable operator’s address (if there is no second line in the address, be sure to leave the field 
blank) City, State and Zip Code. 

3. Operator contact person (i.e., the person responsible for the preparation of this filing). 

4. Contact person’s Telephone and FAX numbers (for Form 500 purposes). 

5. Contact person’s Email address (for Form 500 purposes), if applicable. 


When finished, click the “Save Data” button. 
STEP 2 - ENTER FRANCHISE DATA 


A. Click the Step 2 button on the main menu. Locate all municipal franchises to be included in the 
annual filing. In the served column for those franchises, double-click on the word “no,” until it 
changes to “yes”. Do this for each franchise you wish to include, then click the “continue” button. 


B. Inthe “Franchise Data” form, enter the number of subscribers and consumer contact telephone 
numbers for the franchise indicated. When this is done click the “Save Record and Enter Next” 
button. Do this for each franchise to be included in the filing. A message will appear when you have 
entered data for all the franchises selected in step: “B.” 


STEP 3 - ENTER COMPLAINT DATA 
To enter complaint data click the Step 3 button om the main menu. 


A. To select a community for entering complaint data, click the arrow next to the data field and select 
the following: 

1. Filing year 

2. Town/City for which this form is being filed 
* Note - Step 3 must be repeated for each community included in this filing. 


B. Next, provide the following data for the-type of complaint listed, for each franchise you are 
reporting: 

1. Total number of compiaints of this type within the filing period. The filing period is always 
annual. 

2. The average number of subscribers affected by this type of incident/complaint within the filing 
period, if applicable (this refers specifically to service interruptions, but may apply to 
categories added by the operator). 

3. Average time to resolve complaints of this type during the filing period. Select only one 
button. 

4. Manner of Resolution. Please enter the number of complaints resolved in each applicable 
manner for the type of complaint indicated. 


e When this data has been entered for a particular Municipality and Year, click the “Add Complaint 
Record” button. 

e The Municipality/Year will remain the same, but the complaint type will automatically change to 
the next type. 

e For each Municipality/Year, enter information regarding every applicable complaint type. If a 
complaint type for which you have no complaints appears, click the “Skip this Complaint Type” 
button. 


pio” act Godp-cred) cileioa pa cer; uc werk. te wt 


Hae ci bavlogs)-aiiety nae, i rr fd Sue okt cosa 


tarot, ie “i sing aii 106 a | ‘ni sate wey vyilaggates 


{ 4) swe od aerhhia aD ait noone a mh w 


or oc oy sweldoeienl Leggiodiaatin Uy alee.) comment niger sae 10) 


fel byt: 4 taped oank” i Agtls riety coma bain 
yeeqipe fiw sqavon tit f oth fa ia pala od acetone 


on eee i 4 pee Ss 7 wh hy sgh. 
134 VG # ptt ee] yet binivt, as peers Ne gs Le ‘4 yaad me) mish puielia 


Jer reiae Citi at re ite ois ir, Tae ‘berate cael bas stab 


ke a ’ ae a ow ee bl 1 

ai © wii i ‘ 

‘| i ie 3 ie 7 n 

} ; oy - ‘ 
ea | ; oe ts 
A TVMEDATTA | 
ee } ZF ar re 
‘, rae j ; : 


i ; - MD q 

4 to. ae ieragnn og ats xi akdiasnocenn nearany sat, on 

“ OG Oot nme why proceeds sed GI twins 
stds ie 3 Fiismmaiat Be. erat bani watt, 


seal 


tow. ot a touks afta eeitcm) cds az emmaton b 


j S 
a { - 3 a es 
= eS eee ea) 


Cano be & esa ir el od WN es a 


es Mie CO tratookea = 


us ane t atte! i? : (S9GAS & oe sha . 


ul) saat WHR Git AUN: 298 uae leet ates no oh 4 


Salt siete nae a pone 
Tstese ‘er ret Debuior: aes Mas, 70 betesqyn ads 


é 
Aone 


i att bi v3 geri 44 46h, v 9G. mit Po sistem Yo 


stem teehi gel bee ne eght pg ant arte. earn dete ae pear 


erie COR visi Sa be oat i i ects See sip) sisal 
be ate i ae onmtaqo edt ye beatalia 


2} bokoa arti otPgattbb et yards Yo aintalgecns sviowiad in 


) 


Dene en) sao og oh pl 


Method 


qmnne sl Asal fey ove tik ice ca ed on 


ATTACHMENT A 


e When recording complaints in the “other” category, you must provide a brief description (under 80 
characters) of the complaint. 

e When you have finished entering data for a Municipality/Year, click the “Close Form” button. If 
you wish to enter data for a different Municipality/Year, click the third button on the main menu 
again. 


STEP 4 - SERVICE INTERRUPTION DATA 


AR WN 


Go to the main menu and click the "Step 4" button. 

Select the municipality and year of filing for entering service interruption information 
Enter the date of the service interruption 

Enter the number of subscribers affected by the service interruption 

Select the average resolution time for this service interruption 


STEP 5 - EDITING COMPLAINT DATA (If Necessary) 


6. 
th 


8. 


Go to the main menu and click the "Edit Data" button. 

Press the down arrow on the record field and select the record you wish to edit. You may 
manually enter the year to narrow your search: 

After you have selected the record, press the "Edit Record" button. 


Note - If you would like to enter data for a complaint type that you skipped in Step 3, you must return 
to Step 3 to add that information. This can be done without effecting other data previously entered in 


Siep 3, 


STEP 6 - EMAIL/PRINTING REPORTS AND SAVING DATA TO DISK 


The Form 500 filing should be sent to the Cable Division via Email whenever possible. Email the 
mdb file (created on your floppy in Access’97) to Andrea.Nixon@state.ma.us. 


To print a hard copy or to save a filing to a floppy disk: 


1. 
ep 
3) 


Click the "Save or Print" on the main menu. 
Enter the year of the record you would like to see. 
If you are saving a filing to disk, put a blank 3.5” floppy in the A:\ drive. Click the “Save 
Report to Disk” button to store a filing on disk. Any existing Form 500 data on this disk will 
be overwritten, so a new floppy should be used. 
If you cannot send the report via Email, save a copy for yourself, and send completed 
disks to: 
Massachusetts Department of Telecommunications and Energy 
Cable Television Division 
One South Station 
Boston, MA 02110 


. Click the “print report” button if you want a hard copy. If you are printing a hard copy, enter 


the name of the community for which you would like a copy. If you would like a hard copy of 
all the communities within the filing period, leave the community field blank. 
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ATTACHMENT A 


Technical questions regarding the Form 500 program should be directed via email to 
james.ahola@state.ma.us. All other questions can be directed to the Cable Division at 
Mcable@state.ma.us. 


Operators unable to make an electronic copy should contact the Cable Division prior to the due date to 
arrange to make a paper filing. 
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ATTACHMENT B 


Form 500 Paper Copy and Filing Instructions 


IMPORTANT: This paper version of the Form 500 should only be used if you are 
unable to use the electronic version of the Form. Cable Operators unable to use the 
electronic version provided by the Cable Division should first contact the Cable Division 
prior to the due date. The form 500 is due on January 31st of each year. This filing 
should contain data compiled during the previous calendar year. 


Cable Operators who have received approval for filing on paper should follow the 
instructions listed below: 


A. Provide the following data regarding the Filing: 


i 
2. 
3. 


Filing year. 
Town/City for which this form is being filed 
The number of subscribers within the filing area. 


B. Provide the following data regarding the Cable Operator 


ti 
De 
3. 
4 


a: 


Cable Operator Name. 

Cable Operator’s Address, City, State and Zip Code. 

Cable Operator’s Telephone and Email address (for Form 500 purposes), if applicable. 
Cable Operator contact person (i.e., the person responsible for the preparation of this 
filing). 

Telephone number which consumers may call to register complaints with the operator. 


C. Provide the following data, for each type of complaint listed, for each municipality: 


1. 


1, 


Total number of complaints of this type for the filing period. Please note that the filing 
period is annual. 

The average number of subscribers affected by this type of incident/complaint within the 
filing period, if applicable (this refers specifically to service interruptions, but may apply 
to complaints categorized as “Other”). 

Average time to resolve complaints of this type during the filing period. Please enter the 
code that represents the correct average time from the box at the top of the form. Enter 
only one code for each complaint type. 

Manner of Resolution. The letters listed correspond to a complaint type in the “Codes 
for Manner of Resolution” box above. Please report the number of complaints resolved 
in the manner indicated by each letter. 


D. Provide Service Interruption Data 


li: 
pu) 
oe 


Enter the municipality, year of filing, and Number of Subscribers 
Enter the date the service interruption began 
Enter the Average Resolution Time and the number of subscribers affected 


Completed forms should be sent to : 


Massachusetts Department of Telecommunications and Energy 
Cable Television Division 
One South Station 
Boston, MA 02110 
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